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Under Semi-Annual Reporting (SAR) 

 
 Households are not required to report a change of 

address other than at SAR 7 or recertification. 

 



When mail is returned as Undeliverable 

or Addressee unknown: 
 

 The CWD cannot assume loss of residency and cannot 

discontinue based on “whereabouts unknown” 

Discontinuance must be based on established loss of 

residency gained from reliable information indicating a 

move out of county/state  

 Sending a Request for Information (RFI) for returned mail is 

a county option and not mandatory.  

 



Mail returned by USPS:  

 with a forwarding address is considered a change in 
mailing address.  The CWD shall update the client’s 
mailing address and then document the change in the 
case record and follow up at SAR 7 or RC 

 

 Mail returned with no forwarding address, the CWD 
shall document the information in the case record and 
follow up with the household at the next SAR 7 or 
recertification as the impact on the household is 
unknown 

 

 



 

CDSS conducted a 

survey on 

Returned Mail 
 

  

• Sent to all 58 

counties  

• Received a 55% 

response rate 
 



Reasons mail is returned  

  

 Unclaimed mail - General 

Delivery / county PO Box  

 Not Deliverable as addressed 

 Insufficient address 

 Rural Mail Delivery  

 USPS requires the names of 

each person who may receive 

mail at that address 

 

 



What counties are doing to address 

returned mail 

 Customer education on the importance of contacting USPS to notify of any 

changes for Rural Mail Delivery 

 Customer education as to how often to pick up mail from General Delivery 

and county PO Box 

 Using PDSA to gather data and make business process changes 

 Sacramento County conducting PDSA test on the use of their county PO Box 

 Napa County Returned Mail Project  

 



PDSA Cycle for Learning and Improvement 

 

 



Know your process 



Sacramento County  

 Survey test population to see how often customers are checking their mail, if 

customers are aware of the expectations for using the P.O. Box, if the user 

agreement is clear and if they have any suggestions for improvement. 

 Customers already using the P.O. Box 1532 were surveyed at the office using 

below questions: 

1. How long have you been using the P. O. Box 1532? 

2. How often are you currently checking your mail? 

3. Were you aware you were supposed to be checking your mail weekly? 

4. Do you understand the expectations when using the P. O. Box after reading 

the User Agreement? 

5.  Do you have any suggestions for the User Agreement? 

 



Napa County – Returned Mail Project 

 Started Returned Mail project in 2015 as part of Quality Improvement 

 Collected data on the number of returned mail pieces received per month 

 County was receiving 450 pieces of mail per month 

 Now needed to know what type of correspondence was being returned  

 Formed Returned Mail workgroup comprised of Office Assistants (OAs) and 

their Supervisor 

 OAs tracked returned mail received by type of notice, date mailed, date returned 

on excel spreadsheet 

 Created ACCESS database to track all notices and create Dashboard 

 Used data collected to get staff buy-in  

 Data showed CalFresh Notices were received in a higher volume  

 Started initiatives to address  



Who Office Assistants 

What 

Log returned mail received by date 
mailed/returned and type of 

correspondence in ACCESS Database 

When On a daily basis 

Where 
 Napa Office  

Why To decrease churn and stay current with 
processing of returned mail   

Napa Returned Mail  

 PDSA at a Glance 



Napa County Dashboard 





Questions?  


